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swrRecommendation
Service Quality Measurements

Performance~ns
PROVISIONING

Perceat ProvisioDiD Troubles witbia JO da I of IDstailatioD
~ ~ TalllQI/y

1.-' "-Wi IliinD X
TNIIIa (a.BC & 8st)

UHBNaa~ X X

UNa 0..., X X

...'. Reoi4oIloo X X

....a..e- X x

....r-. x x

UNa· tao,. WIl.NP X X
8ST.............. X X

BIT........... X X

BIT'" X X

Exhibit A

PROVISIONING General Order dated August 31,199'
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swr Recommendation
Service Quality Measurements

Performance Repons
Exhibit A

' ..

Function: Coordinated Customer Convenions
Measurement 1bis category measures the average time it takes BST to disconnect an unbundled loop
Overview: from the BST switch and ctOSS COMect it to a CLEC's equipment This measurement

.,. applies to service orders with and without LNP. with lUId !rim!! mpIJ and where
the CLEC has requested BST to provide I coordir ted cut~r

..

Mcuuremca1 1. A~gc Coordinated Customer CoIM:rsioo 1JItavI1 • (2: (Completion Date and
Mctbodology: Time for Croa CoaDccIioIl dID UnbnndlCllf Loop4MIIt.~ Discoaoection

Date aDd TUDe atlD U_",,"cd Loop' willi~)J I Tolal Number orUDbuDdlcd
Loop Orden~ for the n:portiDa period.

-
.

DimeDsiODS: Excluded SitualioDl:

• CLEC Spec:i.ftc • A1I'f order ClUICded by the CLEC will be
• CLECAggregate excluded from this measurement.

• State, ~gional and~ Level • Delays due to CLEC (ollowing disconnection
at tile 1IIIbuDdlcclioap

• Ally order wbae tile a.EC hal DOt Rquested •
coordiIWal cut over

• U""""""'" Loops wha'e tb= is DO existing
subIcriber loop

- .. ,

Data Retained Rmtiu to CLEC : Data Retained RelatiDR to SST PcrformaDcc:'. Report Month • No SST Au10a Exists
• CLEC 0nIer Number

• Order SnbmigiQll Date

• C'4nnnjned Due Dale

• ServiceTwe

..

U Change rctlects Sfd's n:connnc:nd'Dno that UNEI be. disagn:pted bc:nwlCIa thole wida INP aad without
INP as wc11 as with aad without LNP. This is coasistcDt with the fCC Notice ofProposcd Ru.1emaaog"~
BdISouth bas indicated that the level orproduc:t disagreptioo is 1CCepfJb1e.
14 Ibid.

IS MSA was aIcd to rdlec:t Std'i J'Q)!Dmcndation that pognpbiC disIgrepDoD ft:Occ:t McInlpoIitID

Statistical Arcu. General Order dated August 31t 1998
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PROVISIONING

Coordinated Customer Conversions

Slaff Recommendation
Service Quality Measurements

Performance Repons
Exhibit A

".

16 Chaaae n:Oa:aI Statr. RlClOD''DCIIdIIioD Ihat UNEI be~ bctwoea tboec wida INP aDd witbDut

INP u wa1 u 1ritb aad witbaut LNP. This is COIIIiIIat withthe~...a""'3II1Mn91
BeIISoutb bas jodated that the leYel otproduct cIiAaIePdoD is ICCePUble

Pqe20
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PROVISIONING

Slatr JUicommendation
Service Quality Measurements

Performance Reports
Exhibit A

Function: Averue ComDldion Notice late""
MeuureMo. Tbc RCCipt of. completion DOticx ''''V the CLEC from BST informs the carrier that
Overview: tbc:ir formal relatioDsbip with a cust01. c;r bas beauD. This is usdW to the CLEC in that

itlets tbcm know tbIt they caD beIia with aetiYities such u billiDI the customer for
service.

'"

Me.....rement 1. Average Completion Notice Interval· I[(Date &:. Time oCNotice of Completion)
Metbodology: • (Date &:. Time of Work Completion)] I (Number mOlders Completed" in

RepOrting Period)

DdiDitioo: The Completion Notice 1DIcm1 is the dapscd time bctweco the BST
reported complctioD ofwort and the ismanee 01. valid complctioD DOtic:e to the
a.EC. Tb= is DOequivI1cDl BST R.eIIil MNlwaMll!

Reoortlal! Dimealiolll: tRladed Sltutiou:

• UDder DevelODIDClIl " • Under DevelODlllellt
Data Retaiaed Relatta. to CU:C Emerieace: Data Reta1Ded Relatin. to BST Performance:

• UDder DeYelopmeat • NJA ..

Averqe CompJedOll Notice lDten'a1
ReDorted Month~

Avera" 1Df.ervaI
CLECA
CLEC AGGREGATE
• Resale RaideDce x
• Resale BusiDea x
• Resale SDCCiaJ x

" 0-gfQr4m..M '.._ pp' 2 1gaIrp "'"......... IFI.'dnr , 'iIi t1\1i991
footDote was added for c1uific:atioa.
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MAINTENANCE &. REPAIR

Staff Recommendation
Service Quality Measurements

Performance Repons
Exhibit A

Function: OSS Rcsnonse Interval
Mcasurc:ment • This measure is designed to monitor the time required for the CLEC interface
Ovetview: system to obIJiD from BST'5 legacy syIIelDS the iDCormation required to handle

maimcuance IDd r .w.functions. This measure also add: ''W:S the availability oC
t.bic OSS iotcrfacc for i,..u aDd maintenance.

Measurcmeut 1.. OSS IDJcrface AwiJIbility· (Adual Avaibbility)l(Sdw'lJled Availability) X 100
Methodology:

Definition: This measure shows the percentage oftimc the OSS interface is actUally
available compared to scheduled availability. AVailability pcm:nrages for the CLEC
aDcl BST interface systemS and for legacy systems accessed by them are captured.

Methodology: MecMnized reporu from OSSa.

:2 OSS Rapoase IJUa'VII • Al:I:ess Times ill IDc:IaDcDtI of1.al Tban or Equal to 4
Secoads. Gl'Clla'1"haIl 4 SecoadI but Lea 1'bIIl or Equal to 10 Seconets, Lea Than or
Equal to 10 Secoods, Grcata' 'I1wl 10 Secnnds, or Graser 1'bIIlJO SecoDds

DefinitiOD: Response imavals are detam.iDed by IUbtnc:tiDI the time • n:quc:st is
submitted from the time the rapoase is .-WId. Pen:eataaa ofJeqUCSts falling into
the categories listed abcM are reponed. aloq with the ICbII1 DUmber of requestS
falliq into tbosc eateJOrieL This meuurc.JHOVides I mctbod to compare BST and
a.EC respoDSC timc:s for ICX"sin. the lepcy cilia needed for maiDtaIaDcc &.~
fuDclioas

Methodolon: Mechanized~ from OSSI. '"

So S MaiDteDUCC ud Renalr lDterface Availability
OSS IDterface ~ AvaJlablJlty
a.ECTAFI X
BSTTAFI X
LMOSHost X
MARCH X
SOCS X

General Order dated August 31,1991



stat!'Recommendation
Service Quality Measurements

Performance Rtpons

MAINTENANCE &l REPAIR.

OSS MAINTENANCE AND REPAIR "UPONSE INTERVAL

Exhibit A

\~"""T_
,

T,......TCl&III s·--- !4..SI0 ...... Slo.o ... >10_ >:8_

TI'ImlICIicII NIIIlI CUI: :: :: CUI: :: :: CWII: :: :: Q,5 :: :: Q.-; = :;. Q.-; = =cm
.e- X X X X X X X X X X X X X X X X X X
.%ofTaul X X X X X X X X X X X X X X X

DLETH .
.e- X X X x· X X X X X X X X X X X X X X
• % oCT.... X X X X X X X X X X X X X X X

DLa
.e- X X X X X X X X X X X· X X X X X X X
.%oCTauI X X X X X X X X X X X X X X X

OSPCW
.e- X X X X X X X X X X X X X X X X X X
·%oCTauI X X X X X X X X X X X X X X X

LMOI
.e- X X X X X X X X X X X X X X X X X X
.~oCTauI X X X X X X X X X X X X X X X

LMOSupd
-e- X X X X X X X X X X X X X X X X X X
-%oCTauI X X X X X X X X X X X X X X X

toLUCH x....e- X X X X X X X X X X X X X X X X X
.~oCTauI X X X X X X X X X X X X X X X

PndicW
.e- X X X X X X X X X X X X X X X X X X
• ~oCTCIlaI X X X X X X X X X X X X X X X

SOCS
·Coum X X X X X X X X X X X X X X X X X X
.~ofTauI X X X X X X X X X X X X X X X

LNI' ..

·Coum X X X X X X X X X X X X X X X X X X
·~oCTauI X X X X X X X X X X X X X X X

Geaeral Order dated August 31,1991
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51&0" Rcc:ommcndation
SeMce Quality Measurements

Performance Repons
Exhibit A

MAINTENANCE AND REPAIR

FUDdion:

Mc:asurcmcnt
Methodology:

DctiDition: This measure demonstrates an average response time for the a.EC to
CODW:t • BST reprcsearativc

. Ceaten Automatic CaD Distributors.

'on Total x

General Order dated August 31, 1991
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MAINTENANCE &. REPAIR

Staff'Recommendation
Service Quality Measurements

Performance Repons
Exhibit A

'.

Funaion: Missed Repair ApPOinuncnts
Mcasurcmcnt ' When the data for this measure is coUce:ted for BST and.a CLEC it can be used to
Overview: compare the perc:entaae of ICCUI3te estimates of the time required to complete service

repai.. for BST aad the a..EC.
McasurcmcDl 2. PerCcl. 'llSC ofMisled Repair AppointQ!COfS • (Couat ofCusroa= Troubles 1Il~

Mdbodology: Reso1Yed by the Quoced Raolutioa Time IDd Date) I (Count ofCustomer Trouble
TlCkcts Closed ) X 100.

"

Definition: Percent of trouble reports not cleared by date and time committed. Note;
Appointment intervals VlU)' with fort:C availability in the POTS environment. Specials
and Trunk intavlh aR IWIdard ioIcMllppoiDlmeDll of DO peater t1wl 24 hours.

Methodology: M«banired metric: from maintena,,= I).

Dimc:Dsioas: Excluded Siblalions:
• a.EC Speci8c • TRIIIbIe tk::keII ""' eIaIll the C1.EC RqUCIl

• C1EC Agrepte • BST trouble rcportIllIOcilded with iDlemaI or

• BST Aggrepte IdmiDiItIaIiw ICIYice
• State. Regional and~ lcYe1

Data RdaiDcd RdatiDa to Q.EC ExDerieace: DalaR....ined to BST PerfonDaDce:..
• ReponMOldb • Report Moath
• C1.EC TICket Number • SST 1'icUt Number
• TJCkct Submission Date • Ticket SabmissioD Date
• Ticket Submission Time • TICket Submission TUDe
• Ticket Completion Tune • TICket Completion Time
• Ticket Completion Date • TJda:t Completion Date
• 5ervice Type • SerW:eType
• Dilpasition aud Cause (Noa-Dcsi.plNao-Special • DisporitioD IDd Cause (Noa-DcIipINon-Speci&I

only) aaIy)
• State llcIioo IDd MSA1t • State Rnion IDd~

.. MSA was added to rdlce:t Staft"s recommeudation that poJllPbic disagrqation~Metropolitan
Statistical Alas.

"Ibid.
2Olbid.

-

General Order dated August 31,1998
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Staff'Recommendation
Service Quality Measurements

Performance Repons
Exhibil A

..

Milled ReDair ADDOiDtmeDu
T..... 0... ....

CUCIEU SST CLEC'EU SST
LaaI...---. r.,.··

.TGIIl.......... X X X X X

.T.... X X
....a..- x x r x x I X

.T.... X X
.....0-... I I

.T....
UNle-.. .. I I

·T....
UNlN.-o.,.. X x r x x I X

.T.... X X
BIT

1..-111-. T...... '.

1.IlIiI....... X X X........... X X X

....0.-. .. X X , X

N"-: e.-TraullIoI r-....1o hua_-eil'h••T.......... .-....,lplli·s._....._ .........
pI'ildy fin& ia," _ ...

General Order dated Auaust 31.1991



MAINTENANCE It REPAIR

Staff RecommendatioD
Service Quality Measurements

perfonnance Reports
Exhibit A

Function: Customer Trouble Report Rate
Masuremcn. IThis measure can be t -d to,establish the UequeDC)' (rate) of (, '1omcr trouble reports

0Yaview: 1Dd' to coaman: '1EC with SST results.
MeuurcmcIlt 1. CUItomcr'Troubie Report Rate • (CGuDt mIDitial aDd Repeated Trouble Reports in
Methodology: 1M Current Period) I (Number ofService Ai:J:as Uncs in SeMc:c It End of the Report

. ..
Period) X 100. Narc: Loc:al1Dlcn::onncction Ttuab are reponed only as total
troubles.

The Customer Trouble Report JUte is computed by IiClCPnn"lIiq tbC number of
D1Iin ten'nceJDitial aDd n:peatal1raUb1e n:parII duriDI the RpOniDg period. Tbe
resultiq DUmber of trouble rqJOItI are dMded by the totalllWllber of"scnice ac:c:css
Iiaa" cxiItin& for CLECa aad SST respecIMIy It the ad of the reportpcriod.

De:8.ai1ioo: IaitialIDd repc:Iblll c:IIIt.Omer dinlct or n:fared troabIa reponed within •
calendar month (Where CIUIC is DOt ill c:micieqaipmenI) per 100 1iDesIciJQlits in
ICMcc.

.,

Methodology: MecbaniUld metric for trouble reponslDd IiDcI in service.

Dimealioas: Ewdnded SifnIlimw:
• CLEC Specific • TnJUble tic:Ir.cts c:anc:ded It the CLEC n::qucst
• a.EC Aggregate • SST trouble n:potts associated with
• BST Aggregate admini.sUativc service
• State, Regional and~ Levd

Data R.etaiDed RdatiD. to a.EC Exncricace: DIIta RdaiDcd to SST PerfOJ'lD8DCC:

• Report Moatb • R.cpoIt Moadl

• a.EC Ticket Number • SST T"1Ckct Numbc:r
• T'lCbt SubmissioD Date • T'u:bt Submissioll Dale"
• T'lCbt SubmilliOilTime • T"u:bt Subnriaion TUIIC .. ".
• T'lCbt CompletiOll Tame • T'lCbt CompJctioa T'UDe .,

• Ticket Completion Date • T'1Cbt Complctioa Date
• SemccType • Service Type
• DisposiIiOil and e.use (Noo-DesipINOD-Spa:W • DiIpoIitioa IDd Cause (NoD-DcsipINoD.pecial

aaly) GIlly)
• State Rnioa and MSA.2Z • StIle RaioD aDd~

2\ IbicL
2Z1bid.
DIbid.

PIp 27
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Sta1l'RecoJtUncndatiOD
Scnic:c: Quality Measurements

Perfonnanc:c: Repons
Exhibit A

MAlNTENANCE &: REPAIR

....

R.aIReTCDItomer roube eoort Ie
0.-_ Noc..dl TaIIIz.-I_

.TNIIIII A X X.......... X X X...~ X X X

...0... X X X

UNEDIIip x x x
tIM: NmI DIIIiII x x X

BIT

1.oaII1ao=••JIi.T~ X X X

1.tIIil..... X X X

1.tIIil...... X X X...... X X X

tINE 1.aapWIOI' X X

General O·roer dated August 31, 1998
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MAINTENANCE &. REPAIR

Staff'Recommendation
Service Quality Measuremeots

Perfonnance Repons
Exhibit A

Function; Quality o( Repair &. Time to Restore
lMeasuremeDt This measure. when coUectecl (or both the CLEC r"1d SST IIId c:ompared., JDO'titors
~"Yerview: that a.EC majntenaace ' are deued coaaa.:"1>' 10 SST maintenance h:'11!!!..
Measuremeot 3. MaUst.ellaDCe A'If:lIJC DInboa • (Total DuntiaD Tame from Ibe bccipt to the
Methodology: Clearing of Trouble Reports ) I (Total Troubles)

4. Percent Repeat Troubles wichiD 30 Days • (Total Repeated Trouble R.epons within
" 30 Days) I (Total Troubles) X 100

S. Out of Service (OOS) > 24 Hours • (TocaJ Troubles OOS > 24 Houn) I (Total OOS
Troubles) X 100

Dc6Ditioll: For Out of Service Troables (DO dial toile, CUDDt be called or C:aDDOt c:a1J
out): tbe JICIQiDIliIC oftroubles cleared ill CXl:Il:II m24 boua.

,"
For Paa:at Repeat Trouble R.cpons witbiJl30 Days: Trouble n::poI1I OD the same
IiDelcircuit IS a PnMOUI tzouble report witbiD the last 30 a"endar days•• pcrc:eot of
1otal1J'OUb1es reported.

For Average DuratioIl: Avaap rime from tbc RICCipt ofalrOUble DIIIil the tJouItle is
cIcIred.

MetbodoI-: Ma:1yurizrd metric from maintalaDce I).

Dimcns::ons: Excluded Situations:

• CLEC Specific • Trouble repons canceled at the CLEC request
• CLEC~te • BST trouble repoltl .aodetcd with
• BST~ admiDiIa'Itive service
• State.. Rnional aDd~ Level
Data RetaiDed Rd.etiIlI to CLEC Data IlctaiDed to SST PafonDaaoe:

• Report MoDth .,. • R.epart Moath
• TocaJ Tic:kcII • Total Troublel
• CLEC Ticket Number • PerceIlIagc of Customer Troubles Out of
• Ticket SubmissiOll Date Service > 24 Hours
• TICket SubmisliOll Time • TOCIl ud Percat R.eptat Trouble Reports with
• Ticket CompIetioll Time 30 Days
• Ticket CAmpletioll Date • Tacal Durmoa Tame
• Total DuratioD TUDe • Service Type
• seMceType • DispoIitioIlaDde-~

• DiIpoGtion &ad Cause (NaD-DeIip/NoD-Special aaly) ,
aaly) .,. • Stile R.egioD aDd~

• State Region IDd MSA.2S

24 Ibid.
2S1bid.
26 Ibid. General Order dated August 31,1998
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ScMce Quality Measurements

Perfonnana: Reports
Exhibit A

MAINTENANCE &. REPAIR

D fMaiatealDce Averaa uralOD
I o.-a Noc...dl Taul

x.-a1iW_TNlU I x x x........... X X X........ X X X

.....0..- X X X

UNEo-., x x x

UNBN.-e-. X X X

1ST

t.-IlaIIi ,ri.T..... X X X......... X X X........... X X X

JtMJo-ia X X X

PerceJlt Reoeat Troable witbla JO Dan
~ No~ TM

x.-a~__T""
X X X.......... X X X........ X X X

"'0-.. x X X

UNatllliF x x X

tJNB NClII 0a0F X X X

SST

t.-IlaIIi_ T.... X X X .-.......... X X X......... X X X

btail DooioB X X X

c...II No~ T'"
lMoI .... T...... X X X........ X X X......... X X X

"'0-.. X x x
UNBDIIiIa X X x
UNa NGIOlliIa X X X

SST

l.-IlaIIi ... T"" X X X

AMI...... X X X

1IIIiI..... X X X
r

RIMiI~ X - -- - . • AII~".X st 31,1998
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swrRo:ommendation
Service Quality Measurements

Performance Rcpons
Exhibit A

BatING
FuDctioD: IDvoice Accuracy &: TilDcliacn
Mcasurcmcat .. The accuracy o(biUing iDYoices delivered by BST to the CLEC must provide CLECs .
Overview: with tile opportunity to de1Mr bills at least as ac:ante IS those delivered by BST.

Producing and compariq this D1I . 'QJJ'CIDCDl n:sull (or both the a.EC and BST allows
a detamiDauoa u to wbet1ler or DOll"virv exiJtL

Me.-reaICIIt L lawk:e Accunq -((Total LotaI Semca BUIed RnauIeI dariDl curreDt
Metbodolocr. _til) • (frotal AdjutlDeat ReYuaa dariDI curreat IDOIltbl) I Total Local

Senica Billcd ReYeaua darlal carmat moatll) s 100
'Ibis measure provides the pcn::entagc ac:curac:y of the billing invoices for a CLEC'by
dividing the~nce between the total billed revenuc and total adjustment revenues
by the total billed revawcs during the curreD1 moath.

2. MUll TilDe to De1Iwr Ia*ca - I( (IJnooIce T......I.... Date) • (Date of
SdIledIPIed BW C)'de CIoee)V(Cout f'll1ImIka TI'UIIIlitted la ReportiDl Period)
TbiI measure prcMdes the IDCU iDf.c:rwl fbr biWq iDwica. CRJS.bucd iJMriccs
IboaId be dcIM:red wi1biD six (6)~ &lid CABS..- iDYoica Ibauld be
ddiw:red within eiPt (I) Cllcodar days.

ObjectM: Measwes the pen:eurage af'lcc:uracy aDd meaD iDtavIl for timeliness of
bi1lin& records delivered to Q.ECs iD u apeed upoa f'onDat.

.
Dfww"ou: beIa.... S.......

• a.EC Specific • AIlf iIMJica rejected due to b1DIaiDI or
• a..:EC Agrepte ClOIIt£Dt cnan
• BST
Data Retaiaed Rd.tia~ to CLEC Enemace: Data Retaiaed RelatiD!! to BST Pcrformaacc:

• Report Monthly • Repon MoalbJy

• lDvoicc 1)pe • Reail1)pe

• Resale • CRIS

• UabuDdled!1emem Invoices (l.JNE) • CABS

lawice Tvm!:,
Total Billed R.ewaucs Total AdjusaDcaa %Aa:unIcy

~

a.ECA x X X

a.EC AGGREGATE X X X

BST AGGREGATE X X X

Moadl:
Invoice TYae:

I ~CIUI8iIII""'" I ~CABIBilla......
nwtAW.trdm lBv f'I' WClllalwl

a.ac........
a.ac..........

•R.-.. I x 1
·UHE I I xIST..-

Iii.iiliio X - ..- . • ·x •• .-""_....',_. "".-..--",~~. .... ..a,

PIle 31
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BalING

Sraff'Recommendation
seMce Quality Mc:asurements

Perfonnanc:e Reports
Exlubil A

FuDctioa:
Meuuremeat
Overview:

MeasuremeDt .

~et"odology:

BIU.ING

UIa- Dau Deliven Accuracy. TiJDeliDeti '" ComDleteDesJ
Tbc accuracy ofusage records delivered by SST to the CLEC must provide CLECs·
with the opponunity ·"c:tdi\'erb~ at Ieaslas ICCW8tC as thcy., delivered by BST.
Prod'ncin.1Ddco~.. tbIs me:aSwemcat result for both the~ EC and BST allows
• ddermiDatiGD IS to wbetber or DOt auitv cxiIII. '
1. UIaF Dati DclM:ry Aa:urII:'J. (Tocal1l1llDber ofusage data pacU sent during

c:urmu. month) • (Total Dumber ofusage data packs requiring retransmission
durinl current month) I Total number ofusage data packs seat during current
IDODlb

Tbis IDCISW'CIDCD1 capcurcs the perc::c:DIaF of RlCOI'dcd USIF aDd recoJCIcd usage data
pICkcU traIIIIIIitted cnor flee IDd in ID qrad upoa format to the appropriate nEC.
IS wel1as • parity mc:asun:meoI apiDst BST DIll Packet Tranpnjajoa.

3. U...Da1a DdiYay CompIctcne-. (TClCIlIIUIIIber afRllcorded .... f'ClClOrds
ddivaed duriIII die cumal maadl dill lie widdD tbirty (30) days af the
o I p(usap record) craie dille) I (ToW DIIIIlIbe:r afltllconlcd,.. ftlCDfds
ddiwred duriq die CUI1'eat moadl)
11l1I111C1SU1'efDC11 provideI pc::n:cIIIIp,ofRiCOidcd USIF data (BdlSouth f'ClClOrdcd and
UIIIC f'ClClOfdcd by otbc:,curiaI) pnlCcPe11Dd t:raaIIDiued to tbc: Q.EC withiD thirty
(30) days of the m==p: (Ullp record) CI'CIIe date. A parity~ is a1Jo proridcd
sbowiD& comple:teMA afBST oms.. pocc:Md lad traasmiuecl via OdDS...

3. U...Da1a DeIiwIyn-,-• (TCICI1I111111ber af..., recordslCDl withiD
six(6) c:alcmdar days from iDitial~) I (ToW CIIIIbc:r ofusqe reCords
1CDI)21 Tbis IDI:lIIUI'CrDCD providc:I (BeIISauth recorded aad..recorded by other
carriers) cIc:lMrcd to tbc appropriate a.EC witbia six (6) calendar days from initial
rec:ordiDg. A parity measure is also provided showing timdiDess of BST messages
proccucd aad trIDSIDiued vf.ia CMOS.

Objecdft: Tbc purpoIC of thc:Ic: IIICIIlIRIDCDII is to dc:moasCrarc: tbc: levd ofquality
lad timc:1i_ afpnxe-inllDd tA_illion of'both types af..d8a (BeIlSoutb
recorded aad usqc: RiCOidcd before otbc:r carricrI) to the lpPIopi_ C1EC., .

MedMNIoIocr- 1bc 1IIIF data wiD be: IDlIJduIDic:alJy traasmittcd to the a.EC d8a
pm Qsjag ClCIdCr' OQCC daily. Time';... aDd c:omplc:tcDc:a ruc:asura are reported OD

the SlIDe reuoIt.

21 Tbe pc:rt'ormaDCIC report provided by BcllSouth sbows the pcRlCDtap of usqe records ...withia ZCI'O.
ODe, two, tbrec, foar, fiw, Iix, SCWlII, aPt. aiDe, ta to 30, aad ova' 30 Uys. 11Ieaefaae, tile wueeai4 rai-.I
by the a.ECa t1IIt BdISoutb could be prcMcIiac usqe JeCOIdI in..&l!a thaft.~ m..MIIU:.a.tJ
for CLEo. but still be in parity. cauIcI be detected witb tbe ~iiici~iiUR:iii:r-_riijjam;
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Staff Rcc:ommcndation
Scrvic:e Quality Mcasun::ments E.xhibit A

Performanc:e Reoons

• CLEe Specific
• 8ST Ae:mgate
Data R.ctaiaed Relatial to CLEC Elperieaee: Data Retaiaed Relatia2 to SST Performuce:

• Report Monthly • Report Monthly

• Record Type • RecordTypc

• OdDS(~Message Dc.. 'efJ
System)

• Noa-eMDS

u... Data Delivery Accuracy
RcDorted Moath:
Reported Month Total Data Packs 101a1 Pacb Requiriag %McurIJ:y

Seat Retmmninjoa
a.ECA x x x
a.EC x x x
SST x x x

R.eDort Period: "

a..ECA " CLEC AgrcpIc BSTAgrepae

::: Taul 0 '1M :.: Taul '>='dw ::: Tc8I ~
V... ~ v... ~ v... ~

x x x x x x x x x
x x x x x x x x x
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StaJfRecommendation
Service Quality Mc:asutcmcnts

Performance Rq)or1S
OPERATOR SERVICES: TOLL ASSISTANCE AND DIRECTORY ASSISTANCE rroll DA)
Functioa: Speed to Answer Performaace

Exhibit A

Measurement The speed of answer delivered to CLEC retail CUStomers, when aST provides Operator
Oveniew: Services with ToU Assisted calls or Directory Assistance on bchalC of the CLEC. must

be substantially the same u the speed ofaaswcr that aST ddivers to its own retail
CUIiID!IICIS, for cquivalCDt local scMc:es. Tbe samt ',cilitics and operators arc ..~ to
bIIId1e SST aDd CLEC customer cans. IS MIllS iDbu:'ad call queues that will Ik.:
di1l'creJItia!e bct'MCIl BST .t a.EC .mce.

Measurement
Metbodology: 1. Averacc Speed to Auwcr (Toll) •

t (Total Call Waiting Seconds) / (Tocal Calls Scrwd)

1. Peftad Auwered witIIla *T's..u (T" •
DerMcl by COIIYCrtiJlg the Avaqe Speed to Amwez (ToU) UIiDc BdlCore Statistical
IuJsM:r CoDYCnioD Tables. to arrive It a pcrc:e:at ofcaUs aDSWCftd ill less thaD 30
secoadI

3. Averqe Speed to Aalwer (DA) •
t (Total Call Waitiq SecoDdI) I (TaIIl CaUs SeMld)

4. Peruat AJmrered wItbIa *T'SecaacII (DA) •
Deriwd by COJM:diDg the Awrqc SpealIO AIIIMr (DA) IIIiq BellCorc Stalistical
A1Jswer CorMrsioa Tabla, to arrive Ita pe:rccIIl 01 c:aUa uawaed iD lcsa thaD 20
wondI

DeIblItIoa:
Mcuurcmcat oflhe fta'aF time in aecoadI calla Mit bc::f'cn aaswa'by a ToU or DA
operator and the pen:alt ofToO or DA calls that arc answered in less than a
predetermined time frame.

MetbodoIcv:
Tbc Averqe Speed 10 Aaswcr far Toll aDd DA is provided today from moathJy system
measurcmcat report&, taba fJom the ceaaalized caD routiDI nri1dlel. Tbc '"TotI1 Call
Waitiq SecaadI" ilalUl:M>lDJIC"w:at oftbillllC:Ull'e, wbicb Bd1South systems
ca'cu'ete by IDOIIitoriD& the toW DIIIDber ofcalla iD queue throu'- the day . ".
multiplied by the time (ill 1flCODds) bctweca.,IDOIlitoriq IMDII. Tbc '"TotI1 Calls
Scrwd'" is the otbc:r IUbocompAirnt of tJUa IDCIIIUIC.'wIW;:b BcUSoocJa .,.... record ..
the tGCaIlIUIIIbcr ofcalla haDdIed by Opentor SerW:es ToD or DA CCDIaL

Tbc Pen:eal Answered witbiD tallDd tweM IflCODds IDC:ISUR:IDeIIt for TolllDd DA is
derMd by UliDI the BcUCorc $tttillica' Aaswcr CoIMniaa Tibia. to CIOIMIt the
Aw:rqe Speed to Aaswcr IIaII1Ie iDto a paceal ofcaUl auwerecI withia 20130
-enadI lbe BeUCoft Coawnioa TabJcI arc tpeCifIc to the ddiDed parameters or
WGIk time, , of opcnIOII, max queue Iize ad CI1l ..."'...........

Current BdlSouth call ceaIer switch teebDology aDd busiDeII opc:ratioas do DOt plOYide
mec:banized measurements di1reremiatinl behreeD human wnas machine caD answer

methods.
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Staff'Recommendation
Service Quality Measurements

Performance Reports
Exhibit A

OPERATOR SERVJCES: TOLL ASSISTANCE AND DIRECTORY ASSISTANCE rroll DAl
RCDOmn2 DimensioDs: bcluded SituatioDI:

• Toll Assistance (Toll) in Aggregate • Callii abandoned by customers pnor to answer

• Din:dory Assistanc:c (DA) in Aggregate by the BST Toll or DA operator

• State

Data RetaiDed (Oa Ann, 'tie Bail): -• MoaIh

• Call Type (ToU or DA)
• AveraRe SJJCed of Answer

Report 'ormau:
Separate Reports will be produced for Each Stale ill the Be1JSoulh ReJioD:

Operator Services: Toll &Directory Assastance

REPORT: Op,ERATOR SERVICES TOLL AND DIRECTORY ASSISTANCE
REPORT PERIOD: XXJXXI18XX - XXIXXI18XX
STATE:

AVERAGE SPEED TO ANSWER ~ ANSWERED WITHIN -x- SECONDS
(SECONDS)

.
ITOLl. ASSIITANC! X ~"'30"'"
DIRECTORY ASSISTANCE X .. wti'l2O IIODftdI

General Order dated August 31,1"1
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E91l

SIafI'Recommendation
Service Quality Measurements

Performanc:c Reports
Exhibit A

Function:
Business
Implications:

Measurement
Methodology:

Timeliness and Accuracv
• BcllSouth's goal is to maintain 100% accuracY in the E911 database for all its

CLEC resale and retail customers by comedy proc:cssing all orders for E911
database updates. 1bc 911 database update process ensures that the CLEC's
updates are baDdled in pant.· "Vith SST's updaIes. SST uses NetWOrk Data Mover
(NDM) to trusmit badl a..EC ,"DIe lad SST IDl 2911 updata to sec (third
PIftY E911 dar...... wadar) oace per day for abe CIdirc rqioa. No pmc:asiQI
distinc:tions are made betweaa a.EC records and BST records. These updates are
processed within 24 bowl.

• CLECs ordcrin& unbuodled switching and facility-bascd nEC E911 providers are
responsible for the ICCUrIC)' ortheir data tbIt is input iDro tbc E911 database.
FICilities-baed CLEC recard updarcs are trIIISIDia.ed by abe cue dirccdy to
sec witbout uy BST iJIwMmcDL

• Wbc:D SST retail or resale records elcxpelmelUiieDcc:nce crron in SCC's system, the enors
aN DOt rr:t1IrIIed to SST Cor conec:tiaa. 1D.I&ad. sec baDdJeI and c:omdS all
erran withiD 24 boars for badl a..EC ..... NCIOI'dIIDd SST rcail reconII.

• BeUSoutb throuP ill E911 third pmy w:ad&w pnMdeI.ccurIIC)' ad timclinea
IDCUIIaIICIItI for SST IDd ill a..EC ...auaomcn. 1D edcfition. Bd1Soutb
tJuaush ill E9111bird puty w:Ddar pnMdcs IIIICCU1aCY ad timcliaess report for
a.ECs . tmbomdkd switdUJla IDd fIc.ilitics-bued a.ECs.

I. £911 nmeJinca· J: (Number orCoDfirmcd Orders) • (Number orOrders missed in
RcportiDg Period) I (Number ofOrders Coafirmed ill Repodiq Period) X 100

Methodology:
McchaDized metric from ordcrill,1)'SlelD

2. E911 Al:J:urIJ;y. J: (T0Ial mamber afSODl orders for E911 updata). rrotal
DUIIIber ofService Order bdafIce Reconts (8OIRs) with emn poeraIed from Daily
TN IClMty (baed OD the £911 Local ExcWnp Carrier Guide for Facility-Based
PrcMdas) II (Totalll1llllber of80m orden for £911 updates) X 100

DdiDiticm: Mcuares the pc:Iceatap ofICCW'Ite 911 .dacab8se updItes
.. MethodoIoay: .,

Mechanized metric from IYItem

General Order dated August 31,1998
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E911

SIa1!' Recommendation
Service Quality Measurements

Perfonnance Repons
Exhibit A

RcDortinR Dimensions: Excluded Situations:

• SST Agpcpte (Includes CLEC resale • Any order canceled by the CLEC.
CUItOIDC") • Order Activities ofSST associated with

• Stale IDd ~esiODll Level iDIaDa1 or admiDistr••~ use of local services
DIta Retained lOQ.EC oatlRcWned 10 B~:' Performance:

• Report Month • R&ponMcmth

• CLEC Order Nwnbcr • . EnorType
• Order Submission Date • Average Dumber oferror
• Order Submission Time • StIDdard Order Activiry
• EnorType • Stale aDd RqiOD

• Enor Notice Dale

• Error Notice Time

• SIaadard Older Activity

• State and Relion

DUT1meliDeu
£911 Timelinca % wiLbiJl24 Hoan

a.ECA . , X
a..EC AGGREGATE X
SST AGGREGATE X

X

X
X

£911 Accur!cy %
E911 Accuracy

BST AGGREGATE
ICUCA

. ,

. , . ,

General Order dated August 31,1991
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TRUNK GRoup PERfORMANCE

Sta1fRecommendation
Service Quality MeasurementS

Performance Rqxnu
Exhibit A

Functioa: Interconnection Trunk Performance
MeuuremcDt In order to ensure quality semce to the CLECs as weU as proted the integrity of the

Ovcniew: SST netWOrk, SST collocts traffic paformancc data on the tnmk groups
int=onnec:ced with tit aJ!Cs u M11 u aU~ uunk IJ'OUDS in the SST network.

Meuuremeat 1. COmparative Tnmk ~roupSenice Suuaar1. Provides comparative

Medtodololr- .. IDCIIW'CIDCDtI 01 the t:nmk JI'OUPI wbidl exceed the b1oc:ldD8 threshold clariDa
their busy bows, as well u the total number of trunk groups measured.

2- Tnmk Group Serricc Report: eoataiDs the service pafOl"lDlDCC results of aU
filial tnmk JfOUPS (botb SST "'miniaend tnmk JIOUPI ad CLEC admiDiSlCl'Cd
traak IJ'OUPI) betweeD PoiDI afTerrniMrioD (PO'I) lad SST t.Mc:ms or cud
afBces, by rqioa. by a.Ec, CLEC AgrepIe. IDd SST agrepb:.

Specifically measures the fOCal DUIIIbcraf tnIDk JrDUPI,.DWDber af InIIIk pgups
IIaIIIRd, aDd the IIIUDbcr af trlIDk paupI wbicb exceed the bJodrin. thresbold
duriD. their busy haurL

3. Tnuak. Group Semc.e DdaIl: ProvideIa detailed lilt of aU filial trunk groups
between POTIIDd SST cad afticeI or tal'\"'l (A-cad aDd z.ad for SST Loc:aJ
1nIDb) irx:lnctin.1he a=aI bJ«ki"l pafDiiDuce wbea blockiIIa cx=eds tilt
........hJoctinI tbreIbaId. 11Ie Nodd., pedanaaace iDCIades the obIeMd
"""*"'.1lUIIIber tar a peztiadIr Trak GIwp Serial Number (TGSN).

'.

BIoc:Idng lhrtsboIds for aU trunk JIOUPI an 3%. except BST CT'TO, which is 2%.

Mcuurc:d Blocking =((Total number ofBlockcd Ca1ls)l(TotaJ number of
Aar:mpted Calls») X 100

ReDortiDa DiIDeIlatoel: !v'nded Sbadou:
• BST Trunk Group Agreg1Ia • Tnmk GtoupI for wbic:b valid tn.ffic data
• CLEC Trunk Group Agrepte mc:asurc:meat IJDIYai1abIc.
• c..EC Tnmk GnJup Specific
• State. Rnian aDd 1omA-1..cvel
Data Pet....... ReIada_ Ie CLEC Data Ret.hIed Ie BST Performaac:e:
• R'I*lMoadl • Rcpod MoIIIb
• Total TruDk GraapI • Total Tnmk GraapI

• Tocal Tnmk·Graap fix' wbicb data~Ie • T~ Tnmk Group tar wIUc:b dill avaibbIe
• 1'brcIbo1cl~ • 11IIeIbo1d excepdcmI
• Em:ptioDs pcIQ:Dt oftbe toII1 • EXIlepIioaI pen:cDl af the Ul&I1
• Slate RqioD aDd~ • State Rqion aad~
• ~on Trunk cIeIai1 • Tnmkdelail

Genenl Order dated August 31, 1998
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StaffRecommendation
Service Quality Mcaswemcnts

performance Reports
Exhibit A

TRUNK GROup PERFORMANCE

Seni1. ComDantive Trunk GrouD ceSumlDary
a:iC1 aJiC - BSTC'TT" BSTIAaI

I
IT*ClIpI I TCIlIIT*ClIpI n*OIpI TCIlIIT*QIpI 'T*QIpI ll&. 'T*QIpI n*QIpI I To.. T*QIpI

11............ 8""*",, ........ ........ ,.. ..... Me..~

X X X X X X x I x

2. Trunk Grouo SCn'Iee ReDOrt,

CLEC1
R-at

BST~'" ~1~l~I~I~I~I~I~I.~r~lro~

Tatlil Tnrtk~ x x x x x x x x x x •
TIleGrpa~ x x x x • x x x x x x
Tat Gt,.» ft~ bIoddng x x x x x x x x x x X

CLECAdi'.......

Tatlil Tnrtk GIaupc x • x x x • x x x x x
TIle GrpI ....WPnlc: x x x x • x x x x x x
Tell Or.-» ftotlelrwcl tIIoddnr x x x • x x • • x x x

TOTAL

TCIIIIl Tnnc GIDupc x x x x • • • x • x •
TIle GrpI""""" • • x x x • x • x • x
Tat Or.-» ft ....tlloc:I*lg x • x x x x x • • x x

I I I I I I I 1 T T
I I I I I r r r I I

cue AggngaIiI
R-mn

BSTAd....... AL I GA I ~ I ~ I us I He I NF I se I .SF I ~ I TOTAL
Tcit8I Tnrtk Qroupa:

, • x x • • • x x ., xx x
Tile Grpa ....1IProc: • x • x x • • x x x·' x
Tat Grpa» 3~~ bIocIIdng x • • x x x • x x • x

CLEC~

Total Tnnc Qroupa: • • x x • x x • x x •
Tit GrpI ........ x x . x • x x x x x • •
Tot Grpe. ft....,.., bIocIIdng x il x x x x x x • x x

TnTAL
Tatal Tnrtk Gnqle: x x x x • x x • • • •
Trtc GrIll MllIiPrDc: X I I I I I • • I I I

Tat Grpe» ft obIeIwd bIocIIdng x • • x • x • x x x •
IPeT1 x x • • • • x x x x x

I 1 I I I I I I I I
I I 1 I I I I , 1 I

General Order dated August 31, 1998

PIle 39

•



swrRecommendation
Service Quality Measurements

Pelformance R.epons

TRUNK GROUP PEJlFORMANCE

Exhibit A

l.......... cnaT..c..~
A_'~

BIT AdmhIIteNd Al I GA I KV I LA I MS I He I NF I sc I SF I 'TW I TOTAL

T0t8. Tnn Groclpe: II II II II II II II II II II II

Tnt aq. ...""roc: . II II II II II II II I II II II

Tot Qrpe ~ 2'¥t obeIIwd bIoddng II II II II II II II II II II II

IndIMNIaIII Ad"*'llt.....

Tot8I Tnnc cnup.: I II II I I II I I II II II

TIte Grpe""""'" II I I II I I I II II II II

Tot Qrpe ~ 2'¥t CIbeMwd bIoddng II II II II II II II I II II II

TOTAL

T"Tnnc~ II II II II II II II II II II II

Tit Grpe MHWProc:: II II II II II II II II II II II

Tot GIp8 ~ 2'¥t obIeMd bIoddnt • • II II II II II II II II II

I I I I I I I I I I ..
I , I I I , I I I I

BelISou1h Loc:af Netwart
ReGion

BST AdmlnllteNd ALIGAIKVILAIMSINCI~I~ISFI'TW I TOTAL

T"'Tnnc~: II II • II • II II • II II II

Tit Grpe .....1IPtect II • II II II • • • II II •
Tot arp.. ft___ bIoddng II II II II • II II II • • II

3. TI'UIIk Group Scnice DetaIl

cue
,~I_TOtN~x~-+-...:sw~8IT:.;:~;=_ ---=~~x~-

x x

-

BST Leal Network

I~ 1_.:.;TOtN'Sx__-+I--:A:;:;~?--1r-'::Z::::~:=--+--=DIlI==xk:==-+I..:MAX=C*I~:~ICO~~ ~AJy. ~ I~ I
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Staff'Recommendation
Service Quality Measurements

Performance Reports

TRUNK GROUP PEJlFORMANCE

Identifier for the BeltSouth ad r4 AJpbaNum(11)
the Tnmk Group.
Put of 37 cbaracIcr ColDlDOn
Languase Loc:ation ldeDtifier(CLLI)
code. .

Exhibit A

POT

TANDEM

ENDOFFICB

A-END

Z.END

DESCRPT

TGSN

OBSVDBLKG

Identifier for the a.EC PoiDl of AJpblNum(l1)
TermiDaIioD(P01' the TnmIt
Group.
Put of31 cbamcrcr Commoa
LocatioD I..."pap Iclentifia(a.LI)
code.
ldemifter for the BetISouth T.... AJpbaNum(11)
cad olthe Tnmk GftIup.
Part of37 cbaracIcr Common
LaDpap LocItioD Iclmtiftcr(CW)
code.
IdentffW for the BeUSoudl £ad AIphIN.11)
omce r4tbe Tnmk GnIup.
Put a37 c:barIctIr ('omnm
Locatioa I..aapqe Jdendfia(CllJ)
code.
Jdentific:r for the BcUSoutb AlpbaNum(11)
OrigiDatiDf'Low Alpba eDd of tbe
TnmkGroup.
Put r4 37 cbuacler Commoa
UDpap Loc:atioD Jdentifier(CW)
code.
Jdcnrifier for me BeI1Soudl AJpbaNum(11)
Tcmill8ti"l'Hip Alpba cad r4d1e
TruDk Group.
Put at37 cbamcrcr Common
LocIdioa I ..n... Identifter(aJJ)
code.
DeIcribeI ftmctioIIIopcmtioD oftile AIpbaNum(15)
TnmkGlaap. .
Put of37 cbaacter Common
'...,.,.. Loc8tiaIi Jclendftcr(CW)
code.

BIoddUlmio ddcrmiDcd &om Numaic
trU6c cilia lIaIIII'CIIIIII(I'otaI
IIUIIIberofcaI1I b1ocbdITotai
number of caI1I
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